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CONSUMER ELECTRONIC DEVICE SUPPORT NETWORK 
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GATEWAY SERVICES 
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MANUAL SUPPORT SERVICES 
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MAINTENANCE SUPPORT SERVICES 
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DIAGNOSTIC SUPPORT SERVICES 
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INTEGRATED APPLICATIONS 
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eSERVICE AGENT: SUPPORT 

I HAVE CHECKED YOUR DRC PC-100, AND I HAVE FOUND 
THAT THE MEMORY STICK IS LOCKED. THIS PREVENTS YOU 
FROM TAKING PICTURES. LET ME SHOW YOU HOW TO 
UNLOCK THE MEMORY STICK 
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eSERVICE AGENT: SUPPORT 



PLEASE PRESS THE 



"MEMORY RELEASE- 
BUTTON AT THE INDICATED LOCATION. 
REMOVE THE MEMORY STICK 
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RECEIVE DEVICE ID INFORMATION ASSOCIATED WITH EACH 
DEVICE IN THE HOME NETWORK SYSTEM, THE ID INFORMATION INCLUDING AN 
ASSOCIATED MANUFACTURER ID, MODEL NUMBER, AND SERIAL NUMBER. 
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DETERMINE A PARTICULAR DEVICE IN THE HOME NETWORK SYSTEM FOR WHICH A 
SUPPORT SERVICE APPLICATION IS REQUIRED. 
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304 



DETERMINE A SELECTED TYPE OF SUPPORT SERVICE (SELECTED FROM 

SUPPORT SERVICES INCLUDING INTERACTIVE MANUAL SERVICES, 
INTERACTIVE MAINTENANCE SERVICES, AND INTERACTIVE DIAGNOSTIC 
SERVICES) REQUIRED FOR THE PARTICULAR DEVICE . 
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FORM A UNIFORM RESOURCE LOCATOR (URL) FOR ACCESSING A SERVER 
ASSOCIATED WITH THE PARTICULAR DEVICE. 
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DOWNLOAD AT LEAST ONE SUPPORT SERVICE APPLICATION THAT IS 
OPERATIVE TO PROVIDE A SUPPORT SERVICE OF THE SELECTED TYPE FOR 

THE PARTICULAR DEVICE. 
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DETERMINE A PROTOCOL FOR ACCESSING A REQUIRED SERVICE. 
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DETERMINE A DNS NAME BASED ON THE MANUFACTURER ID. 
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DETERMINE A FILE NAME BASED ON THE MODEL NUMBER AND SELECTED r 

TYPE OF SUPPORT SERVICE. 
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GENERATE A URL "<PROTOCOL> <DNS NAME> < FILE NAME>" BASED ON THE 
DETERMINED PROTOCOL, DNS NAME, AND FILE NAME. 
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ACCESS A SERVER VIA THE INTERNET USING THE URL. 



344 



DETERMINE A SEARCH KEY BASED ON THE DEVICE ID INFORMATION AND THE r 346 

SELECTED TYPE OF SERVICE. 



^348 

QUERY THE SERVER USING THE SEARCH KEY. ' 



DOWNLOAD A SUPPORT SERVICE APPLICATION THAT IS OPERATIVE TO r 350 
PROVIDE A SUPPORT SERVICE ASSOCIATED WITH THE PARTICULAR DEVICE. 
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COMMUNICATE WITH PARTICULAR DEVICE VIA THE HOME NETWORK IN ORDER \r 402 
TO DETERMINE A CURRENT FUNCTIONAL STATE OF THE PARTICULAR DEVICE 
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DETERMINE FUNCTIONAL STATE INFORMATION INDICATIVE OF THE CURRENT \r 404 
FUNCTIONAL STATE OF THE PARTICULAR DEVICE. 
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DISPLAY THE FUNCTIONAL STATE INF ORMATION ON THE DISPLAY UNIT. 
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DETERMINE DIAGNOSTIC INFORMATION BASED ON THE CURRENT FUNCTIONAL 
STATE OF THE PARTICULAR DEVICE, THE DIAGNOSTIC INFORMATION 
INDICATING A PROBLEM ASSOCIATED WITH THE PARTICULAR DEVICE. 
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TRANSMIT THE DIAGNOSTIC INFORMATIO N TO THE SERVER. 



DISPLAY THE DIAGNOSTIC INFORMATION ON THE DISPLA Y UNIT. 
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DETERMINE USER INSTRUCTIONAL INFORMATION BASED ON THE STATE 
INFORMATION AND/OR THE DIAGNOSTIC INFORMATION ASSOCIATED WITH THE 

PARTICULAR DEVICE, THE INSTRUCTIONAL INFORMATION FOR PROVIDING 
INSTRUCTIONS TO THE USER (FOR OPERATING THE PARTICULAR DEVICE AND/ 
OR SOLVING A PROBLEM ASSOCIATED WITH THE PARTICULAR DEVICE) 
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DISPLAY THE USER INSTRUCTIONAL INFORMATION ON THE DISPLAY UNIT 
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DISPLAY LIST OF HEL P TOPICS 



RECEIVE USER INPUT INDICATING A SELECTE D HELP TOPIC. 
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DETERMINE HELP INFORMATION BASED ON SELECTED HELP TOPIC AND [r 424 
CURRENT FUNCTIONAL STATE OF THE SELECTED DEVICE 



DISPLAY HELP 



NFORMATION . 
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RECEIVE FROM CLIENT SEARCH KEY INFORMATION SPECIFYING DEVICE ID 
INFORMATION ASSOCIATED WITH A PARTICULAR DEVICE, AND INFORMATION 
INDICATIVE OF A SELECTED TYPE OF SERVICE. 
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DETERMINE A SUPPORT SERVICE APPLICATION OF THE SELECTED TYPE FOR 

THE PARTICULAR DEVICE. 
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TRANSMIT THE DETERMINED SUPPORT SERVICE APPLICATION TO TO THE 

CLIENT. 
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RECEIVE FUNCTIONAL STATE INFORMATION AND/OR DIAGNOSTIC 
INFORMATION AND/OR HELP QUERY INFORMATION ASSOCIATED WITH THE 

PARTICULAR DEVICE 
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ACCESS A SELECTED DOCUMENT BASED ON THE RECEIVED INFORMATION. 
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TRANSMIT THE SELECTED DOCUMENT TO THE CLIENT 
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GENERATE A DATABASE RECORD BASED ON THE RECEIVED FUNCTIONAL 
STATE INFORMATION AND/OR DIAGNOSTIC INFORMATION AND/OR HELP QUERY 
INFORMATION ASSOCIATED WITH THE PARTICULAR DEVICE. 
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STORE THE DATABASE RECORD. 
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